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ABSTRACT
Volunteer programs have long been utilized by the nonprofit sector to meet growing
societal needs in a cost-effective manner. However, many organizations remain unaware or
resistant to volunteer management protocols that could potentially increase agency capacity and
reach. In their report Volunteer Management Practices and Retention of Volunteers, Hager and
Brudney (2004) noted, “research shows that adoption of volunteer management
practices…enhance (the nonprofit’s) volunteer management capacity and their ability to retain
volunteers” (p.1). With consideration of existing research and industry best practices, as well as
incorporation of changing societal needs in the face of COVID-19, this research project evaluates
the importance of effective volunteer management as a capacity building exercise for nonprofits.
The data collected were used to develop a volunteer management manual for Cherokee Family
Violence Center (CFVC), a domestic violence service agency in the north metropolitan Atlanta
area.
For this project, the following research questions were investigated: How does an
effective volunteer management program impact operation of a nonprofit agency? How are the
terms ‘volunteer’ and ‘volunteer management program’ defined? What documents, policies, and
procedures are included in a volunteer manual to support an effective program? What are the
benefits and risks of a volunteer program to nonprofit agencies? How is volunteering related to
capacity building for nonprofit agencies? Utilizing available literature on volunteer
management and retention, capacity building, and management practices along with a descriptive
analysis of past volunteer surveys, the researcher worked to answer these questions while
creating an informed deliverable. As an existing nonprofit struggling with volunteer retention,
the literature suggested it was important to create a manual that streamlined the volunteer
onboarding process while also encouraging volunteer investment by presenting opportunities for
personal development and recognition. The resulting volunteer management manual centered
around the operational needs of the agency, but also incorporated industry best practices and
procedures. The literature emphasizes that successful volunteer management programs are
overseen by dedicated staff members, focus on the needs of both the volunteer and the agency,
and incorporate a reward system to increase retention. In the case of CFVC, the volunteer
management manual can be utilized to present basic onboarding information and forms to
individuals interested in serving this population, allowing volunteers to feel engaged from the
beginning of their onboarding process. The project findings indicate that volunteer management
is most effective when coupled with open communication, access to critical information,
personal development opportunities, and rewards. As the needs of CFVC continue to change, the
volunteer management manual should be expanded and updated to include policies and
procedures deemed critical to agency, client, and volunteer health and safety.
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